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MOTTOES 
 
 
∞ . Dream what you want to be and go for it until you can achieve 
your dream! 
 
 
 
 
∞ . We can do anything what we want to do if we fight one more 
around…….keep going never give up 
 
 
 
 
∞ . If “O” for opportunity. There will be one on “today” and three 
on “tomorrow”. So, you always get opportunity. 
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PREFACE 
 
Assalamualaikum Wr. Wb. 
 
 Alhamdulillahirobbil’alamin, first of all thanks to Allah SWT for the blessing 
so that the writer can finish this final project report. This final project is submitted to 
complete the requirement of DIII Program Garduation, Department of English, 
Faculty of Letters, Sebelas maret University. 
 This final project explains information about the effort of Yogyakarta Tourist 
Information in improving the services. The writer chose the topic based on her job 
training at Yogyakarta Tourist Information Centre Bureau on Malioboro Street 16. 
 Based on the writer’s observation, it is shown that Tourist Information centre 
has a vital role in promoting Yogyakarta Tourism. The facilities, the accommodation 
and the promotion are the main point to extract the tourists. That is way they have to 
maintain their strengths and to minimize their weakness in order to improve their 
quality service. 
 Since the writer realizes that this final project is still far from being perfect, 
any kinds of suggestions and critism will be kindly accepted. 
 
Thank You 
 
Wassalamualaikum Wr. Wb. 
 
 
 
 
 
 
 
 
 
 
 
 
 
Surakarta,  July 2010 
 
 
 
 
 
Virgin Hertika Fara Fadhillah 
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ABSTRACT 
 
 
Virgin Hertika fara Fadhillah. 2010. THE ACTIVITIES OF YOGYAKARTA 
TOURIST  
INFORMATION CENTRE TO IMPROVE THE SERVICES. English Diploma 
Program, Faculty of Letters and Fine Arts, Sebelas Maret University. 
 This final project is based on the job training which was done at Yogyakarta 
Tourist Information Centre (TIC). The objective of this report is to mention and 
describe the activities of Yogyakarta TIC for improving the services for the tourists 
who visit Yogyakarta Special Province. The data of this report were taken from 
observation and library study, by collecting information from books, documents, and 
observation. 
 Based on the observation, it can be concluded that Yogyakarta TIC does 
various activities to improve the services continuously given to the tourists. It is done 
in order to give the best services to the tourists, so the number of the tourists will 
increase. The activities done by Yogyakarta TIC are providing good accommodation 
and facilities such as a big sign of TIC, chairs and tables, brochures of tourism 
Yogyakarta, serving the tourists well, promoting all of the tourism destinations to 
make the tourists easier to get there, and so on. 
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This final project is based on the job training which was done at 
Yogyakarta Tourist Information Centre (TIC). The objective of this 
report is to mention and describe the activities of Yogyakarta TIC 
for improving the services for the tourists who visit Yogyakarta 
Special Province. The data of this report were taken from 
observation and library study, by collecting information from 
books, documents, and observation. 
Based on the observation, it can be concluded that Yogyakarta TIC 
does various activities to improve the services continuously given 
to the tourists. It is done in order to give the best services to the 
tourists, so the number of the tourists will increase. The activities 
done by Yogyakarta TIC are providing good accommodation and 
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tourism Yogyakarta, serving the tourists well, promoting all of the 
tourism destinations to make the tourists easier to get there, and so 
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CHAPTER I 
 
INTRODUCTION 
 
A. BACKGROUND 
 
Indonesia has a lot of income in the tourism industry that can support the  
economy growth. Tourism industry gives good income for Indonesia, and that is 
why Indonesian government is doing many efforts to preserve and conserve the 
tourist assets that attract domestic and foreign tourists. 
 One of potential city for tourism industry in Indonesia is Yogyakarta. 
Yogyakarta Special Province is one of the most famous cities that many tourists 
want to visit, since Yogyakarta has many natural attractions and cultural tourist 
destinations, such as The Great Sultan Palace, Parangtritis Beach, Borobudur and 
Prambanan Temple, Mount Merapi, as well as the performing arts like Ramayana 
Ballet, puppet shadow show and gamelan traditional music etc. The local 
government tries their best to advertise them.  
 Dinas Kebudayaan Pariwisata (DISBUDPAR) is the local government 
institution which is handling the tourist matters and responsible for increasing the 
number of tourists coming to Yogyakarta. One of the duties is to give information 
about interesting objects, accommodations, guides and other informative things, 
like hotels, restaurant, pubs, travels etc in Yogyakarta to the tourists. 
 Because of this, Dinas Kebudayaan dan Pariwisata (DISBUDPAR) builds 
Tourist Information Centre (TIC) as a division in handling tourists who visit it to 
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get information about Yogyakarta. Therefore, the staffs of TIC should be kind, 
smart (be able to speak English or other foreign languages), and friendly to attract 
the tourists visiting Yogyakarta. The important thing is they should give good 
service to the tourists to create good image of Yogyakarta. 
 The writer choose Tourist Information Centre as the place for job training 
due to the fact that Tourist Information Centre has an important role in giving 
good service to the tourists in order to create good image of Yogyakarta Special 
Province. Therefore, the writer was highly interested to know more about the 
services of Tourist Information Centre. 
 
B. OBJECTIVE 
 
The objective of writing this report is to describe the activities of   
Yogyakarta TIC to improve good service. 
 
C. BENEFITS 
 
1. Yogyakarta Tourist Information Centre.  
The result of this project can be used as additional information to improve 
the services to tourists. 
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2.   Public.  
The research is expected to provide the knowledge about tourism in 
Yogyakarta. 
3.  Other researcher.  
The research can be used additional reference in analyzing the Yogyakarta 
tourism.
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CHAPTER II 
 
LITERATURE REVIEW 
 
 
A. Definition 
1. Definition of Tourism 
There are many definitions of tourism in several sources. According to Dr. 
Salah Wahab: 
“Tourism is one of new industrial types that have capability to make 
economic growth significantly in employment oportunities, earnings 
improvement, standard of living, and other stimulation of productivity 
sectors. Thus, as a complicated sector, it consists of classical industries as 
well as in handicarft souvenier industries. Economically, transportation 
and lodging is considered as industrial product.”(Wahab, 1975: 9) 
 
 According to E. Guyer Fuller, which is quoted by Oka A. Yoeti in his 
book Pengantar Ilmu Pariwisata, says that: 
“Tourism is all indications based on health need, changing seasons and 
true judgement of the tourism object, such as natural wonder basically for 
fun and pleasure. The activity in fun and pleasure happens in this 
interaction caused by relation between government and society as the 
result.”(Yoeti, 1983: 14) 
 
 Another definition of tourism delivered by tourism society in Britain 1976, 
represented by Mason, states that: 
“Tourism is the temporary short term movement of people to destination 
outside the place where they normally live and work, and their activities 
during they stay at the destination, it includes movement for all purpose as 
well as day visits on excursion.”(Mason, 1990: 30) 
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 Based on the explanation above, the writer concluded that the meaning of 
tourism is temporary movement to some places outside their life and work for fun 
and pleasure and this activity gives great income for economic growth. 
 
2. Definition of Tourist 
 Based on the Oxford Learner Pocket Dictionary,” Tourist is a person who 
visit places for pleasure” (Maser, 1995: 439). It can be concluded that tourist 
travelling for 24 hours or more, outside their normal environment for many 
purposes except for earning money. Tourist can be divided into two kinds, 
domestic and foreign tourist. Domestic tourist is the person who comes from 
inside of country, while foreign tourist is the person who comes from other 
country. 
 
3. Definition of key terms 
 In this chapter it is important to clarify the terms dealing with the title of 
report. The researcher is going to define the terms as follows: 
1) Activiy 
According to Oxford Advanced Learner’s Dictionary, p15 the word  
activity means a situation in which something is happening or a lot of things are 
being done. 
2) Tourist 
It means someone who visits a place for pleasure, LongMan Active Study  
Dictionary, p: 709. 
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3) Information 
According to Merriam-Webster’s Colligiate Dictionary, p: 620 means  
facts or details about a situation person, event, etc. 
4) Centre 
A point, area, person, or thing that is most important or pivotal in  
relation to an indicated activity, interest, or condition. ( LongMan Active Study 
Dictionary, p: 102) 
5) Improve 
To make something better than before. (Oxford Advanced Lerrner’s 
Dictionary, p:781) 
6) Good 
It means a high quality or an acceptable standard, Oxford Advanced 
Learner’s Dictionary 
7) Service 
It means a system that provides something that the public needs,  
organized by the government or private company, Oxford Advanced Learner’s 
Dictionary 
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B. Tourism Service 
1. Definition of Service and Quality 
 The International Standards Organization defines quality as: The 
totally of features and characteristics of a product or service which bear on its 
ability to satisfy stated or implied need (Michael Morgan, 1996, p: 157). 
 Kolter has defined services as an activity that one party can offer to 
another that is essentially intangible and does not result in the ownership of 
anything (Eric Laws, 1995, p: 52). 
 
2. Characteristic of service 
 Time Management International (1983) has mentioned characteristic 
service (A.V Seaton, 1996, p: 446): 
1) It is intangible. It cannot be easily measured. 
2) It cannot be taken away to show someone else. 
3) On being provided service, the costumer has not acquired anything. 
4) It is difficult to standardize service. 
5) Service is perceived differently by: 
a. Different people in the same group; 
b. The same person at different times: 
c. People from different social/culture groups: 
d. People with different levels of knowledge/experience 
6).   Perceptions relate to expectations.  
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3. Customers’ expectation of a quality service 
 According to Zeithaml, the five most important things customers expect 
from a quality service are (Michael Morgan, 1996, p: 158): 
1) Reliability: the promised service is performed dependably and accurately. 
2) Responsiveness: the service is prompt and the staffs are willing to help. 
3) Assurance: The staffs are knowledgeble, courteous, and inspire 
confidence. 
4) Emphaty: customers are giving caring, individual attention. 
5) Tangibles: the physical facilities, equipment, personnel and 
communications (signs, documents, correspondence) create a good 
impression. 
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CHAPTER III 
DISCUSSION 
 
A. History of Yogyakarta 
 
Yogyakarta Special Province (nowadays simply called Jogja) is one of  
the 33 provinces in Indonesia. This Special Province consists of five regencies. 
They are Yogyakarta Municipality the capital of the province, Bantul Regency, 
Sleman Regency, Kulon Progo Regency, and Gunung Kidul Regency. The total 
size of Yogyakarta is about 3, 186 km squares, with a total population Yogyakarta 
is 4.764.743 (according to Cencus 2007). The province is famous as the centre of 
culture & education, and a tourist destination as well. 
 According to the story, before 1775 Surakarta was the capital city of 
Mataram Kingdom. After the Treaty of Gianti (Palihan Nagiri) in 1755, Mataram 
was divided into two kingdoms: Surakarta Hadiningrat Sultanate and 
Ngayogyokarto Hadiningrat Sultanate. Following the Treaty, Prince Mangkubumi 
the brother of Susuhan Pakubuwono ii, was crowned as the king of 
Ngayogyokarto Hadiningrat. He was then called Sultan Hamengkubuwono I. 
 In 1813, under Netherlands colonialism, a separation in Mataram kingdom 
occurred for the third time. Prince Notokusumo, a son of Hamengkubuwono I, 
was crowned Prince Paku Alam I. His kingdom was separated from 
Ngayogyokarto Sultanate. 
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 When the Republic of Indonesia was founded on August 17
th
 1945 that 
singed proclamation of independence, both Ngayogyokarto Hadingrat and Paku 
Alam were united into one of the Indonesian’s provinces where Sri Sultan 
Hamnegku Buwono IX was appointed as the first Governor and Sri Paku Alam 
VIII as Vice Governor. 
 
B. History of Yogyakarta Tourist Information Centre 
 
Yogyakarta provincial culture and tourism office established Yogyakarta  
Tourist Information Centre on April 17
th
 1976. Yogyakarta TIC was established to 
promote the Yogyakarta tourism under Sub Bureau of Tourism Marketing of 
Yogyakarta Special Region, because Yogyakarta is a famous tourist destination in 
Indonesia. TIC attempts to improve and develop Yogyakarta tourism in order to 
increase the regional revenue from tourism sector. 
The vision of TIC: 
 Tourism is one of the leading sectors in Yogyakarta. It is hoped that it 
could create prosperity for its community, based on the human right and harmony 
among its people and environment 
The mission of TIC. 
1. To give tourism information and services to the tourists 
2. To promote tourist attractions in Yogyakarta and other places in 
 Indonesia 
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3. To support Yogyakarta Special Territory Development Programs such as  
accommodation, transportation, hotels or home stay, and restaurant etc. 
4. To provide practical information as lodging addresses (hotels, restaurants, 
home stay. etc) 
5. To give adequate information and carefully plan trips. 
 
C. The Duty of each Department of Dinas Pariwisata Yogyakarta:  
 
 
1. Official Head has the task to carry out the government affairs in tourism, 
art, history, culture and archaeology sectors. Generally he has several 
important duties, such as to arrange the strategic planning, to formulate the 
technical policies and to analyze the problem faced by this office. 
2. The Secretariat has the task to carry out administrative, planning, 
managing, data and information, monitoring and evaluation program and 
report the performance of the Office. 
3. General Division has the task to carry out civil service affairs, archives, 
household, library, and the efficiency and management of the Office. 
4. Finance Division has the task to manage the financial and service 
equipment. 
5. Program and Information Division has duty to plan , monitor and 
evaluate programs and manage data and information systems. 
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6. Destination Development Division has the task to develop objects and 
attractions, intrasucture and tourism businesses and tourism product 
standardizasation. 
 Object and Fascination Tour Section has duty to improve the 
development of Object and Fascination Tour (destination). 
 Equipment and Services Bussiness Tourism Section has task of 
constructing rules, coaching and preparation of business licensing 
tourism facilities. 
 Product Standard Section has task to compile a guide, implement 
and facilitate the dissemination of tourism product standadization. 
7. Capacity and Development Department has task to carry out 
development of the tourism capacity of human resources (HR) and 
institutional tourism. 
 Human Resource Section has task to develop and nurture tourism 
human resources. 
 Institutional Tourism Section has the task of improving the 
quality of institutional of tourism. 
8. Marketing Department has the task of carrying out market analysis, 
promotion of tourism, means of tourism promotion and information 
services. 
 Marketing Analysis Section has task of carrying out research, 
development and marketing recommendations. 
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 Promotion Section has the task of conducting the promotion of 
tourism. 
 Information Services Tourism Section has the task of carrying 
out the preparation and promotion of tourism infor mation services. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
perpustakaan.uns.ac.id digilib.uns.ac.id 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
commit to user 
13 
 
 
D. The Organization of Departemen Pariwisata Yogyakarta 
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DEVELOPMENT 
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Drs Budi Haryanto 
MARKETING 
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Dra Farida Fita 
 
TECHNICAL 
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SECTION 
OBJECT AND 
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SECTION 
Drs Pipo Arochmanuri S 
EQUIPMENT AND 
SERVICES BUSINESS 
TOURISM SECTION 
Drs Wahyudi 
PRODUCT STANDAR 
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Drs Sinang Sukanta, Msi 
HUMAN RESOURCES 
SECTION 
Ir Hero Dermawanta, MT 
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TOURISM SECTION 
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MARKETING 
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SECTION 
Moh Hallem,SH 
INFORMATION 
SERVICES 
TOURISM SECTION 
Dra Putu Kertiyasa 
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E. Description of TIC 
 
 
 
Yogyakarta Tourism Information Centre (TIC) is an institution which  
deals with tourism information services. TIC is a division under the authority of 
Yogyakarta Tourism Board. There are three TIC offices in Yogyakarta. The main 
office of Tic is located in 16th Malioboro Street, Yogyakarta. It is considered 
strategic since Malioboro is a famous tourist attraction and commonly becomes 
the first destination in Yogyakarta. TIC can be accessed from of the official 
website, www.visitingjogja.com. The office can also be reached by phone (0274) 
5681 1222. The two other offices are the branch offices located in Tugu Railway 
Station and in Adi Sucipto Yogyakarta Airport. 
The main aim of TIC is to provide clear and correct information about 
tourism object, tourism attractions and events especially in Yogyakarta and 
surroundings. Moreover, TIC is one of the promotion media of Yogyakarta 
tourism. By giving information and advices to the tourists, TIC promotes the 
tourism objects. Hopefully, those objects will attract more visitors which will be 
beneficial for the industry. 
The staffs of TIC main office are six people. They are divided into two 
shifts. The first shift starts at 8.00 am-2.00 pm on Monday until Thursday and at 
8.00 am -1.00 pm on Friday and Saturday. The second shift stars at 2.00 pm- 7.00 
pm on Monday until Thursday and at 1.00 pm- 6.00 pm on Friday and Saturday. 
The staffs of TIC are required to master foreign languages especially 
English. It will be better to master other languages, such as France or Dutch since, 
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based on the Tourist Statistic, most of the guests come from European countries 
such as France, Netherland, Germany etc. 
F. Job Training Activity 
The writer started to have job training from March 1st, 2010 and ended  
on March 28th 2010. During the job trining, she worked in Yogyakarta Tourism 
Information Centre. The working hour started at 8.00 am-2.00 pm on Monday 
until Thursday and 8.00 am-1.00 pm on Friday and Saturday.The main duties 
done are follows: 
1. Welcoming Guess 
The writer welcomed guests including local and foreign tourists by  
giving information about Yogyakarta tourism. The writer answered all of the 
questions given by the tourists. The question are almost the same such as: “May I 
get a tourism map?” or “How to go to Borobudur by public bus?” and many 
similar questions. Sometimes, the tourists asked something more complicated 
questions such as How is the procedure to renew the passport?” or “How is the 
procedure of cancellation buying house in Indonesia?” etc. 
2. Listing Foreign Tourists 
After writer gave some information to the tourists, the writer asked  
the tourists to fill in impression of TIC. This form would be useful for statistic 
report of tourism department. The writer also listed the tourist in guest form. This 
form shows how many tourists who visit Indonesia. The tourists are categorized 
according to the country. The function of this form is to know the percentage of 
the tourists from each country (England, Spain, Holland etc)  
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3. Clipping Articles 
The writer helped the supervisor to clip the articles from the  
newspapers. The articles are all about Yogyakarta tourism. The clipping was 
made for TIC files. 
G. Job Training Result 
The result of the job training is that the writer has an experience in tourism  
industry. The writer can administer the knowledge she got in the collage. There 
are some English Diploma materials can be applied such as tourism subject and 
skill subjects. Specifically, the tourism subjects cover the whole materials such as 
basic knowledge about tourism, hotel accommodation and reservation and tourism 
promotion. 
The writer also got great experience on working in institution with a lot of  
people. This job training can give the writer a preparation to face the real world in 
the future. Real world means the working world where the writer should 
administer skill, experience and knowledge to the institution that she chooses. 
This becomes one of the purpose of the job training.  
To  have a job training in Tourist Information Centre (TIC) is a good chance.  
From the job training the writer learnt and knew the services of TIC staffs in 
giving information to the tourists. The writer also learnt how to communicate with 
foreigners. She can practice English skill to foreigners directly. The writer also 
can learn how to give information in a good way to the tourist about tourism 
objects in Yogyakarta, such as, the route of Yogyakarta transportation public bus 
or Trans Jogja, hotel accommodation, restaurants or Yogyakarta Special Food, 
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shopping centre, big market/traditional market, batik shops and merchandise 
shops which is offer Yogyakarta Special Things and the writer also learnt to 
promote the tourism destination to the foreigners. 
TIC gives the writer a chance to practice her knowledge about tourism and  
her English Language. The writer can practice directly to the foreigners who have 
English Language basic. The writer can measure how fluent she is in English. To 
measure the fluently of the writer there are some impressions and comments the 
tourists gave on impression table. 
H. The activities of Tourist Information Centre to Improve Good 
Services 
Yogyakarta Special Province is also called Jogja. Yogyakarta becomes of  
the most famous cities in Indonesia. Many tourists visit Yogyakarta because it has 
many tourism objects and interesting culture. The kinds of tourism in Yogyakarta 
are historical tourism, cultural tourism, religious tourism, shopping tourism, 
nature tourism and cultural events. The historical tourisms in Yogyakarta are 
Verdeburg Fort, Yogyakarta Palace, Pakualaman Palace, etc. Meanwhile, the 
cultural tourisms in Yogyakarta are Sono Budoyo Museum, Lather Puppet 
Shadows, etc. The religious tourisms are Prambanan Tample, Borobudur Tample, 
Sendang Sono, etc. Moreover, The shopping tourisms in Yogyakarta are 
Malioboro, Beringharjo Big Market, Bird Marker, etc. the nature tourisms are 
Sundak Beach, Prangtritis Beach, Kaliurang, Merapi Mount, etc and the cultural 
and religious events in Yogyakarta are Sekaten, Melasti ceremony, Waisak 
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Celebration on Borobudur Temple, etc. Therefore, Yogyakarta Special Province is 
well known as a cultural city. 
To handle tourists matters and increase the number of tourists visiting  
Jogja, Yogyakarta Special Province government establishes Dinas Budaya dan 
Pariwisata (DISBUDPAR). One of the duties of this local government institution 
is to give information about Yogyakarta. Therefore, DISBUDPAR established 
Tourist Information Centre (TIC) as a division in handling tourists who visit it to 
get information about Yogyakarta. TIC has an important role in giving good 
service to the tourists in order to create good image of Yogyakarta Special 
Province. The activities that TIC doing to increase the good services are: 
1. The TIC efforts according to service quality: 
1) Tangibles 
 Physical facilities 
TIC’s front office desk is comfortable enough. Any  
tourists can communicate face to face with the officer. So, the 
officer can understand enough what the tourists ask and the 
tourists can get the information clearly. There are two seating 
arrangement. The first one consist four chairs and a table and 
the second one consist four large chairs and a table. This two 
seating arrangement took place in front of the office desk. It 
has a function for tourists who wait for their turn or sometime 
they use it to take some rest while reading a tourism map 
before they continue their tour. 
perpustakaan.uns.ac.id digilib.uns.ac.id 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
commit to user 
19 
 
 
  There are also toilets for tourists or guests. The toilets are 
clean because there is a worker who always cleans it every 
morning. However, the tourists or guests get difficulty to find 
the toilets because there is no sign. 
 The location of TIC it self is very strategic. TIC is located 
in Malioboro area. Malioboro area is the centre of the city. The 
train station is also near from Malioboro. Therefore, the tourists 
who visit Jogja by train have no difficulties to find TIC and for 
the tourists who visit Jogja by plane they can visit TIC in 
airport. 
 Officers 
TIC officers have some uniform to wear on their daily  
work. The uniform for Monday-Wednesday is blue suite and 
for Friday and Saturday is Batik. Batis is worn to show the 
culture of Yogyakarta because; Batik is special cloth of 
Yogyakarta. They always look neat when giving service to the 
tourists or guests to show that they appreciate them. 
 Communication materials 
Tourist Information Centre provides brochures, leaflets,  
      map of Yogyakarta, local tourism newspapers, newsletters, etc. 
It is used to inform tourists about attractions (event) and tourist 
objects of Yogyakarta. It is complete enough. Every tourists or 
guests can bring it. Tourists can also visit 
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www.visitingjogja.com to get more information about 
Yogyakarta tourism. TIC also provides book of events. It is a 
book which consists of all events for the whole year. For a 
short period TIC also provides monthly newsletters. It consists 
of all events for a month. 
 Now, TIC still does a renovation for making TIC office better  
than before. They want TIC has a good appearance in the tourists view. They will 
improve all of the facilities in the office. They renovate the toilets, the front office 
desk, the air conditioner, the space of the TIC office. They also renew the 
brochures, leaflets, etc. 
2) Reliability 
TIC officers offer help to give information needed by tourists.  
They try their best to help the tourists by answering all of it. They try to give 
accurate information to them. Sometimes, if they find complicated problems, such 
as passport problems, they will help the tourists to connect with Bureau of 
Immigration. They try to solve all of the tourist’s problems. But, sometimes, the 
image of TIC is ruined, because, there are many people who are not TIC officers 
claim that they are TIC officers and they tell wrong or untrue information to the 
tourists. Sometimes, these people ask for some money to the tourists. 
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3) Responsiveness 
One of the duties of TIC officers is giving information to the  
tourists about objects or events in Yogyakarta. They are very helpful in giving 
information to tourists about who are visiting Yogyakarta at the first time. It can 
be seen from their willingness to help tourists and their efforts to give prompt 
service, for example there are always officers in TIC front office desk even 
though it is in the break hour. Therefore, tourists or guests can get information 
immediately without waiting too long. 
4) Assurance 
TIC’s staffs master English as a foreign language. Some of them  
also master French. This capability is used to communicate with foreign tourists. 
As a global language, English becomes the first language and French becomes the 
second language in TIC. Most of TIC officers are local citizens of Yogyakarta, so 
that they have enough knowledge about Yogyakarta. Besides that, before they 
become a TIC officer they have worked at DISBUDPAR first, so that they got 
enough knowledge about tourism Yogyakarta.  
TIC officers are always polite and patient when they give  
information to the tourists. They always answer all of the tourist’s questions 
accurately. For example, there are tourists who want to get information about the 
way to get to some places of tourist objects. The officers give the quick way to get 
it for them but, sometimes the tourists still want the other suggestions that can be 
taken by them. TIC officers explain to tourists patiently.  
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 Because, TIC officers are local citizen and they have been working at 
DISBUDPAR, they have credibility as a reliable and trustworthy source of 
information for the tourists. They give information about all Yogyakarta tourism 
objects, description about the place, what can they get or watch there etc. TIC 
officers give accurate and correct answer. 
5) Empathy 
Tourists who visit TIC will be served well. The services are  
important because the services will make an opinion of the tourist about the local 
citizen. The tourists will know if the local citizens are nice and friendly people by 
it. If tourists can not find both of them, they can just call the office or use “find it” 
machine. “Find it” machine is a touch screen machine which is specially made to 
guide tourists about tourism of in Jogja. He can find it in public places in 
Yogyakarta such as; The Train Station, Ambarukmo Plaza Mall, etc. Those are 
the best services that TIC can offer to the tourists.  
 Meanwhile, the officers answer the tourist’s question they also ask about 
simple questions such as; “where are you from?”, “how long will you stay here?” , 
etc. Sometimes, the officers make a joke to make close relationship with the 
tourists. 
 The officers will also try to help solving the tourist’s problems. They will 
help until their problem solved. For example; if a tourist gets a problem with his 
or her passport the officers will connect the tourist with the Bureau of 
Immigration Office.  
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2. TIC activities to promote the Yogyakarta tourism objects to make 
tourists easier find the objects. 
1) Entrance 
This component relates to accommodation and facilities prepared by  
establishing entrance well. It can make tourists enter into Yogyakarta tourist 
attractions easily and happily. By great accommodation and facilities the tourists 
will be pleasure in their vacation in Yogyakarta. 
 The accommodation and facilities which are provided by TIC are TIC 
big sign in front of the building, the tables and chairs inside, front office table, a 
lot of brochures about Yogyakarta, air conditioner and friendly staffs of TIC. 
Those all accommodation and facilities are specially made for the tourists to make 
them feel comfortable with Yogyakarta. 
 In this factor, TIC tries their best to provide good accommodation and 
facilities for the tourists by renovating the office. Therefore, the tourists feel 
comfortable while they ask to the TIC officers. 
2) Supply 
 Supply or capacity area consists of physical dimension and local  
society dimension. Physical dimension is to prepare the TIC room and the place of 
tourism objects. Local society dimension includes local society readiness in 
receiving or in taking part in the tourism activities. 
 TIC becomes a part in the promotion of the merchandise that is made 
by local society, tourism village etc. TIC helps the economic of society by 
promoting the merchandise. 
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3) Substitution 
TIC gives facilities to serve tourists. These all facilities such as;  
tables and chairs, front office desk, doormats etc, need to be substituted according 
to the condition. The quality of the services is also need to be improved every 
time. TIC can substitute the staffs if they do not keep the quality of the services. It 
can hopefully increase the number of the tourists of Yogyakarta by preparing the 
facilities and services well.  
4) Media 
TIC needs media to promote all of Yogyakarta tourisms. The  
media used by TIC are printed media, electronic media, outdoor advertising, 
publicity activities and events. 
a. Printed media: TIC has corporation with local media. It is AD  
 Jogja newspaper. 
b. Electronic media: TIC has website at www.visitingjogja.com. The  
 website has a purpose to make easier for the tourists who want to  
 visit Yogyakarta. 
c. Outdoor advertising: billboards and poster. 
d. Publicity: leaflets, brochures, press releases, calendar events. 
e. Events: TIC tries to introduce the Yogyakarta tourism by holding 
and joining some events such as; Solo Menari, Sekaten, Labuh, Festival 
Malioboro, Jogja Onthel Carnival etc. 
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CHAPTER IV 
CONCLUSION AND SUGGESTION 
A. Conclusion 
 
 From the discussion above, the writer can conclude that TIC has done 
some activities to increase good service. The activities are the efforts to increase 
good service according to service quality and the promotion of tourism sector for 
making the tourist easily visit Yogyakarta. 
 Service quality: 
1 Tangible: providing good facilities for the tourists and making a 
good performance in serving tourists. 
2 Reliability: giving good information to the tourists. 
3 Responsiveness: the willingness to help tourists and giving prompt 
service. 
4 Assurance: the officers of TIC understand enough about all of 
Yogyakarta tourism objects and speak English and French well. 
5 Empathy: giving individualized attention to the tourists. 
Promotion Section: 
1 Entrance: providing good accommodation and facilities. 
2 Supply: helping the society to promote their home made  
 merchandise. 
3 Substitution: substituting the facilities of TIC and improving the  
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      services. 
4 Media: printed media, electronic media, events, outdoor  
advertising, and publicity used by the TIC to promote all of the 
tourism objects in Yogyakarta. 
B. Suggestions 
 Based on the discussion above, the suggestions are follows: 
A. Yogyakarta Tourist Information Centre: 
1. TIC should increase the language skill. TIC officers should be 
able to speak other languages besides English. So, they can 
serve all of tourists who can not speak English well. 
2. It will be better if TIC officers have some fixed uniforms. Right 
now, they just have two uniforms that sometimes they do not 
wear the uniform appropriately.  
3. TIC should renovate some parts of the building. Especially they 
should renew the front office desk. They should repair the “find 
it” machine too, so that the tourist can use it. 
B. English Diploma Program 
English Diploma Program should help the students by providing  
native speaker. The students can learn English more from native speaker, because 
they learn from people who speak English as their mother tongue. 
 
 
 
